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What Is Knowledge Management?

 Goals Of Knowledge Management

 Gather

 Analyze

 Store

 Share

Information



Why Use Knowledge 
Management?

 Self Service – The Key to Success

 Reduce employee or customer help desk dependency

 Less help desk calls reduces service costs

 Employee productivity and customer satisfaction improvement by 

reducing resolution times

 Promotes knowledge sharing



Areas Of Focus

 Knowledge management supports and enhances key business 
systems and processes

 Incident management

 Problem management

 Change management



Continually Improve

 Identify knowledge gaps

 Add new and relevant content

 Track usage

 Governance and quality



Implementation Preparation

 Designate a knowledge process owner who is the voice for the 
organization. The authoritative decision maker

 Willingness to critically examine current working practices

 Identify your knowledge base consumers

 Identify article writers, editors and managers



Roles And Responsibilities -
Manager

 Appoint a knowledge manager within your organization who is 
responsible for

 Defining categories

 Submitted article review for accuracy and standards

 Identify new content to support the end users' needs

 Encourage contribution

 Create and maintain templates for consistency

 Provide process metrics and reporting



Roles And Responsibilities -
Contributor and User

 Contributors and Users

 Submit new articles

 Update content

 Use articles in daily activities

 Identify articles that are out of date or require updates



Knowledge User Roles

 knowledge_manager

 Can administer knowledge bases and request new knowledge bases for 

the knowledge_admin to approve

 knowledge_admin

 Can manage the Knowledge Base

 Knowledge

 Can write, edit, and review knowledge management articles



Recommended Knowledge Plugin

 Knowledge Management Advanced

 Not activated by default

 Introduces article versioning and templates for article consistency

https://docs.servicenow.com/bundle/newyork-servicenow-
platform/page/product/knowledge-management/task/activate-
knowledge-advanced-plugin.html

https://docs.servicenow.com/bundle/newyork-servicenow-platform/page/product/knowledge-management/task/activate-knowledge-advanced-plugin.html


Knowledge Base 
Implementation Steps

 Knowledge Base

 A repository where relevant and related articles are stored (IT for 
example)

 A Knowledge Base will contain structured categories and sub-
categories within (Incident, Change, Self Service for example)

 Allow multiple KB's within the structure

 Each KB should have its own separate workflow

 KB should have unique categories with appropriate levels (use PDI or 
sketch for planning)

 Consider various article views (end user, customer, help desk)

 Create content / Import

 Encourage feedback and article rating



Guided Setup

 Knowledge has a guided setup 
which is a great starting point

 Walk through the setup process in 
your PDI



Workflows 

 OOB Approval publish and retire workflows can be copied and modified for 
multiple knowledge bases

 Recommend implementing a solution bringing attention to upcoming articles 
that will retire



Knowledge Article Lifecycle States

 DRAFT – Article is saved but does not appear in the KB for users until it's 
reviewed and published

 REVIEW – Article is available to the KB manager and owner

 PUBLISHED – Article is available to users who have permissions to view

 RETIRED – Article is removed from the KB and is no longer available for users 
to view



Knowledge Base User Criteria

 Utilize user criteria for knowledge base 
access as opposed to ACLs. Managers 
can add and remove criteria but not 
create

 Criteria can be used at the knowledge 
base level as well as article level

 At this time, criteria cannot be utilized at 
the knowledge base category level. If this 
is required, I'd recommend placing those 
articles in a separate knowledge base



Knowledge Blocks

 Allows content within an 
article to be restricted by 
user criteria

 Driven by HR requirments 
can be helpful for 
organizations with internal 
and external customers 
where KA content differs

 Reduces KA 
management by 
eliminating the need for 
multiple articles of the 
same policies



Create Articles From Incidents and 
Problem Records

 Knowledge field located on task 
forms such as incident, change, 
problem and case is an OOB field 
that can be used to 
automatically create articles

 Existing Business Rule named 
Incident Create Knowledge can 
be modified and reused on any 
table such as change



Knowledge Article Meta

 Improve search results

 Focus on how a user would 
search

 Can mean the difference 
between a user creating a 
new article



Content Import

 External source can be defined by activating the Knowledge Management 
External Content Integration plugin

 Import MS Word documents

 Import format may differ from the original



Article Templates

 Users are presented with a 
template selection at the 
time of article creation

 Templates can be 
customized with field 
additions, mandotory fields 
etc.

 Ensures consistent look and 
feel to the user base



Article Feedback

 Users can rate articles 
which will provide useful 
feedback

 Feedback for an article 
can be viewed within a 
related list on the 
knowledge article itself

 Knowledge managers 
should review feedback 
regularly to ensure 
accuracy and relevant 
content



Thank You!

 Implementing Knowledge within ServiceNow 
can reduce both resolution times and calls to 
the help desk lowering operational costs


